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Quality Of Mail Service
In New Mexico

United States Postal Service

Although first-class mail delive -y performance
for New Mexico generally did not meet the
Postal _Service's goal of 95 percent ontime
delivery, it usually exceeded that of the West-
ern Region and the Nation,

Improvements could be made, particularly in
the timeliness of mail delivered to New
Mexico from 2- and 3-day ateas. The Sarvice
has taken ~r proposed steps to improve mail
service in New Mexico which sho'ld do much

to alleviate the causes of mail deleys,
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COMIPTROLLER GENERAL OF THE UNITED STATES
WASHINGTON, D.C, 20348

B-114874

“the Honorable Joseph ®M. Montoya
Chairman, Subcommittee on
Treasury, Postal Service
and General Government o s
Committee on Appropriations
United States senate

Dear Mr. Chairman:

Pursuant to your Jant . 15, 1875, request (see app. 1},
we revieweda the gquality of .ail service in New mMexico. We com-
pared mail delivery performance in New Mexico with that in
the Postal Service's western Region and the Nation. wWe con-
ducted test mailinas and assessed workload and mail processing
capabilities to identify problems affecting mail service. In
aldition, complaints of poor service that your office forwarded
Lo us were considered.

ida1l committed to overnight delivery in New Mexico during

.the year ending January 3, 1975, met the FPostal Service's goal

ol 9S5-percent on time delivery almost two-thirds of the time
anu generally exceeded regional anc national performance. Al-
though mail originatina in tiew Mexico generally did not meet
the Bervic='s Y5-percaont goal for 2- and 3-day delivery areas,
it was also better than regional and national performance.
Mail destined for wnNew Hexico from 2- and 3-day areas, however,
showed poorer performance. Ontime delivery percentages for
this mail were almost always below Y5 percent and generally
below reqional and national performance.

Transportation breakdowns; sorting errors and improper
labeling of mall pouches, wnich caused mail to pe sent to
the wrong destinations; cnanges in the mail distribution
program; and processing delays caused late mail delivery.
Improper labeling of mail pouches was citeu by local Service
officials as a major cause for tie voor performance on 2- and
3~uay area mail destined tor the State.

Improvements could be made, particularly in the timeli-
ness of mail celivered to new Mexico ftrom 2- and 3-day areas.
" The 5Service nas taken or proposed steps to improve mail service
,ln New Mexico which should ao much to alleviate the causes
of mail delays.
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NEwW MEXICO POSTAL OPERATIONS

New Mexico is part of the Service's Western Region.
The State's district headquarters is in Albuquergque. Mail
service for New Mexico is provided by 333 post offices .
under the jurisdiction of 12 z2ctional center facilities, E,{D!A.’b
(See app. 1I.) The State distribution center is at the
Albuguerque sectional center facility. The center receives
and distributes out-of-State mail destined for New Mexico.

New Mexico post offices handle approximately 1.7 million
pieces of mail daily and employ about 2,650 persons. Albu-
quergue is the most mechanized sectional center facility in
the State, using two multiposition letter-sorting machines and
two high-speed facer/cancellers.

We visited the Albuquerqgue district office ~nd 24 post
offices within the distric.. (See app. II1I.) <vThese inc~laded
the State distrihution center in Albuquerque; the 12 New Mexico
sectional center facilities; the El Paso, Texas, sectional center
facility; 8 first-class offices; and 3 second-class offices. At
each site we evaluated the quality of mail service to identify
any problem areas or s=2rvice declines.

DELIVERY PERFORMANCE

The Postal Service has established the following time
standards for first-class mail: “

--1-day (overnight) delivery within designated
service areas (generally, within sectional
center areas and among adjoining sectional
center areas). ’

~=2~day delivery within a 600-mile radius.

--3-dav delivecy of all other first-class
mail.

These standards apply only to mail which has the proper address
and ZIP code and which is posted by the last mail pickup .imc,
generally 5 p.n. The Service's goal is to meet these s:zanda. is
95 percent of the time.

Before enactment cf the 55 miles~per-~hour speed limit in
1974, all New Mexico intrastate mail was committed to overnight
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delivery. The reduced speed limit, however, has obstructed
some transportaticn connections and forced four sectional center
facilities to make some 2-day intrastate comn.itments.

Delivery performance is monitored by the Postal Service's
Origin/Destination Information System, which measures the time
between the datre a piece of mail is postmarked and the date
it is received at a delivery point. 1/

Using reports fron this system, we summarized the Albu-
quergque district's performance statistics for the year ending
Jauary 3, 1975. As shown in the following table, an average
of almost 95 percent of stamped first-class mail was delivered
on time within ovzrnight arezs, but performance within 2- and
3-day areas was lower.

Percent of Albuquerque district mail
delivered within standards

Delivery area Originating in district Destined for district
Overnight « 94.6 94.4
2 day 90.5 88.5
3 day §8.1 73.9

These percentages are a composite of the performance
percentages for the 13 sectional certer facilities within
the district. Therefore, the individual sectional center
facilities may have had slightly higher or lower averages
than the district.

T~ +he followin~ table, we used individual Origin/
Destitration Information Svstem reports for thirteer 4-week
periads, January 5, 1974, threugh January 3, 1975, to evaluate
each sectional center facility's success in meeting the delivery
performance goal. The table summarizes the number of reporting
periods when the goal was achieved versus thoese when 1t was
not., For example, mail originating i1 New Mexico within the
overnight delivery areas met the goal in 62 percent of the
reportirg periods, and delivery perfornance was below the goul
in 38 percent of the periods.

1/A delivery point is usually the last nail-processing point,
such as a post office box section or carrier station, before
delivery to the customer.
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Although the following table shows that for many periods
the ¢oal was n.t achieved, the table on page 3 shows that, -i'or
mail in the overnight delivery area, the aggregate score for
the entire year was close to 95 percent.

Mail originating Mail destined
in New Mexico for New iexicou
Scores Scores
, Deliverv neeting Scores meeting Scores
area goal Below goal goal gelow_gggl
Overnight 623 38% 53% 47%
2 days 38 62 21 79
3 days 26 74 _3 97
Average 43 57 26 74

The more conspicuous findings from this evaluation include
--the frequent lack of success in meeting the 95-percent
goal,

~-the puorer 2- and 3-day service, and

~~the significant difference between performance on
mail originating in New Mexico and that destined
for the State.

We then used Origin/Destination Information System reports
for the same periods to compare the Albuquerque district's
delivery performance with that of the Western Region and the
Nation. Graphs in appendixes IV through VI show that Aibuquerque
district mail delivery performance on

~~-overnight area mail generally exceeded regional

and nFtional performance,

: —-mail'originating in New Mexico destined for 2- and
\ 3-day arecas was also better than regional and national
performance, and

--mail delivered from 2- and 3-day areas was
poorer than regional and national performance.

PROBLEMS CAUSING MAIL DELAYS

@ .
' We mailed 1,068 test letters from 57 locations in New
Mexico and 2 locations outside the State. (See app. VII.)
1he letters were mailed to Albuquerque and Santa "e and four

qddresses outside the State. (See app. ViIT.) Because of

4 - 4 -
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the small numb>r of test letters and locations tested; our

test is not a sta.istically reliable measure of delivery per-
formance and should not be compared to the Servica's Origin/
Destination Information System statistics. The purpose of

thege ftest mailings was to identify problems causing mail delays.

The following table shows the delivery perfor-iance for our
test mailings.

Overnight

areas in 2-day 3-day All

New Mexico areas areas areas
On time 81% 87% 943 87%
belayed 19 13 6 13

The good performance on mail to and f:om 3-day areas is
attributable to direct flights between the cities involved;
wheteas transportation problems, missent mail, and processing
d2lays were ressons for late mail in other categories. Trans-
prortation problems, primarily between Albuquergue and Sarta
Fe, accounted for 32 percent of the delayed letters. Trans-
portation prob.ems were reported by 11 of the 23 New Mexico
post offices visited. Inclement weather and vehicle breakdowns
were freguently mentioned causes. Two offices experienced
Gifficulties due to transvortation schedile changes. For
example, customers traditionally rece.ved overnight service
between Alamogordo, New Mexico, and El Paso, Texas, a distance
of 86 miles. However, berause of a transportation schedule
charge in July 1974, much of the El Paso business mail no longer
fecelves overnight delivery to Alamogordo.

Albuquerque scatistics for June 22, 1974, through
January 3, 1975, showed that 2.2 percent of the outgoing
mail-~about 1.9 million pieces--was missent. Of the 1,068
test letters we mailed, 8 were missent. For ~zample, four
of these letters, addressed to Albuquergue anrnd mailed in
Clines Corners- New Mexico (in the Albuquerque sectional
center facility area), were missent to Santa Fe and delivered
in Albuguernue 3 days late.

Statistics for mail missent to New Mexico were available
only for the States in the Western Region on a percentage
basis. For the above period, about 1.7 percent of the volume
received from these States did not belong in New Mexicc. For
example, at the Albuquergque sectional center facility, one
pouch labeled for New Mexice contained missent meil from
California destined to nine other States.

-5 -
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Late mail is also caused by processing delays. For 254
days during calendar year 1974, the Albuquergue sectional
center facility reported delayed first-class mail cotaling
629,000 pieces, or an average of 2,480 pieces per day.
Keasons identifiec by local Service officials for delays
were excessive employee absenteeism, heavy first-of-month
mail volume, and machine downtime.

As stated earlier, the Origin/Destination Information
System measures the time between the date a piece of mail
is postmarked and the date it is received at a delivery point,
The system does not measure delays which may occur b2tween
the time of deposit by the cusitomer and postmarking or between
receipt at a delivery point a-ud receipt by the addrescee.
Consequently, the system may show a piece of mail as delivered
on time when a delay occurred before postmarking or after receipt
at the delivery point.

For example, our test letters were deposited at mail
collection points well in advance of the last mail pickup
to insure that letters would receive that same day's postmark
and, therefore, be eligible_ for delivery within the Service's
standards. However, 28 of tne 1,068 tect letters were de-
livered late because of delays which the system would not have
measured.

The following table summarizes for our test mailings
the difference between delivery performance percentages
using time from date of deposit to custoner's receipt and from
postmark date to delivery point.

Overnigh+ 2-day 3-day All

Time included areas areas areas areas
From deposit to customer 81% \ 87% 9/2% 87%
From postmark to delivery
point 85 B9 94 90

° '

Changes in mail dist:i ibution system

In February 1970 the Po<tal Service added the Mancged Mai

Program to its mail distribution system. Under this program

post offices sort mail going out of State to large mechanized
sectional center facilities in each State designated as State
distributicn centers. At the distributior center, mail 18 sor!led
to other sectional center facilities in tte State for further
processing and delivery. As a result, the mail-delivery time

to certain areas in the State has changed.
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For ¢xample, the postmasters at the Hobus and Artesia |
otfices said that, before thc Managed Mail Progr2m, they re-
ceived 2-day delivery from cities in Texas comnared to the
current 3-day service. This 2-day service was possible oecfore
the program because the distribution system required post of-
fices to sort mail directly to the individual sectional center
facilities in the 1destination State and transportation was
scheduled to make sacond-day delivery. Now the mail is sent
first to the Albugquerque State distribution center and then
to a sectional center facility where it is sorted for delivery
in Hobbs and Artesia.

Also, to A limited extent New Mexico has implemented
the Area Mail Proccssing Program, under which outgoing mail
from small post offices 1s consolidated at a sectional center
facility for machine processing.

In 1972 the Albugquergue Post Office was designated as the
processing office for outgoing mail originating in Santa Fe,
‘Les Alamos, Espanola, and the post offices in the Albuquerqgue
cectional center facility area. Albuguergue is the only New
Mexico office in the program.

Under the program, to the extent possible, onl:y outgoing
mail if sent to Albugquerque for processing. Collecivion boxes
specifically for local mail are generally provided at the post
office. This mail s postmarked and sorted locally. However,
the local mail deposited in other collection boxes is not sepa-
rated from outgoins mail hefore being sent to Albuguerque.
Therefore, some local mail 1» processed under tne Area Mail
Processing Program and faces a higher risk of being delayed
because additional transportation is required. For ezample,
twice during our review, trucks trancporting mail from Albu-
guerque to Santa Fe failed to run on schedule and some Santa
Fe lucal mail processed under the program was delayed.

/
Color code program

The Service designed this program to assure _hat nouches
of incoming mail were processed in proper sequence to meet
the Service's delivery standards. The Service uvsed differently
colored labels for pouches to identify the date when the enclosed
mail should be delivered. Post offices were to work as much
mail in color order as capacity allowed, even if it meant
delivery would be ahead of Service standards. However, improper
interpretation of the program's intent and improper use of
tff color labels have contributed to poor delivery service
for mail arriving in New Mexico frowm other States.
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Urtil recently, the Albuquerque State Jistribution
center's policy was to process mail in time to meet Service
standards but not to deliver in advan.e of them. The policy
not to deliver in advance was intended to provide ccnsistent
service rather than fluctuations depending on processing caga-
city. For .example, mail originating in Dallas and destined
for areas in New Mexico was received at tne albuguerque State
distribution center on the fcllowing morning, but this mail
was not processed until the day after receipt because the de-
livery standard was 3 days. Processing on the day of receipt
when capacity allowed would accelerate service to 2 days.  Dur-~
ing 1974 the average daily volume of first-class Z- =2nd 3-day
mail not vrocessed on the day of receipt at the Albuguerque
State distribution center was approxinately 136,000 pieces.

During our audit the center altered its policy to agree
with the October 197: instruction from Postal Service head-
quarters which states that (1) mail will be processed as re-
ceived as long as capacity to do so exists and (2) processing
is not tc be arbitrarily deferred because the mail is not coded
for that day's processing.

Another problem with the color code program is mail
pouches which contain a mixture of postmark dates. When this
happens some mail will be delayed. For example, a pouch of
mail from Beston was color coded and processed for Wednesday
delivery in Albuguerque, buc¢ it contained 500 letters that
should have been delivered on Tuesday to meet Service standards.

Postal officials acknowledged the problem with mixed
postmarks and said that improving Albuquergue's inadequate
quality control program should help provide a solution. Ore
purpose of this program is to identify improper use of color
coding and notjify tre originating cffice to initiate correc-
tive action. fhe purpose was not rulfil.ed in Albuquerque,
however, because a full-time quality control officer had not
been appointed. Av the time of our review, only about 50 per-
cent of the quality control functions wer2 being performed.

Central markup system

Most customer complaints in Albuquerque were that properly
addressed mail was being returned to the sender. Four other
offices we visited had this problem to a lesser extent. The
crmplaints started with the initiation of the cer.tral markup
system in November 1973. Under the system the responsibility
for forwarding mairl--placing forwarding addresses on letters
to postal patrons who had moved--was transferred from carrilers
to clerks. This meant that all mail previously forwarded by the
carriers had to be sent to a centralized unit for processing.

-
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According to Se e officials, some carriers opposed
the change and delik ‘ely tried to sabotage the proqgram.
Service officials s¢ carriers sent properly addressed mail
to tnhe central markup unit for forwarding, knowina that the
mail would be returned to the sender because a change-ol-
address card was not on file at the unit.

Also, because the unit ias not adequately staffed initially,
the clerks could not process change~of-address ciders promptly
and ma.l was re-urned to senders neec.iessly. Personnel short-
ages also caused mail to backlog in the unit.

SERVICE AFFECTLD BY ECONOMY MEASURES

Mail volume for Mew Mexico increased by about 17 percent
between fiscal years 1972 and 1975. During the same period,
staff-hours decreased by about 3 percant. Another reduction
in staff-hours is budgeted for fiscal year 1976, while volume
growth is expected to continue., Postal officials said that
in the past they avoided detericration in first-class mail
service through either improved productivity or budget owverruns.
Further staff-hour reductions. scheduled for fiscal year 1976
may prompt similar action. However, reductions have affected
some services, including

-~reduced service for low-priority mail, such as
circulars and pamphlets, causing delays in
delivery time beyond Service standards;

~-~-reduced window service causi.j waiting lines at
some offices; \

~-reduced number of street letter boxes and after-
noo collections: and

--reduced service for box customers so that mail was
not ready tor pickup until later, K in the day.

ACTIONS BEING TAKEN

The.Service has taken or proposed act'ons to improve matil
cervice in New Mexico. These actions should do much to alleviate
che causes of mail delays. They include

--increased mechanization and propcsed staffing
changes at the Albuquerque State distribucion
center to facilitate processing all miil on the
day received,
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--chanced responsibility so that the decstination
office is responsible for improving delivery
performance on mail received from 2- and 3~day
areas as measured by the Origin/Destination
Information Systenm, '

~~increased monitoring of missent mail by
implementing a progrez 1 for sampling letters
mailed within the Albugquerque district, and

--improved gquality control program at the
Albuquerque sectional center facility through
appointing a full-time quality control officer.

AGENCY “OMMENTS

Yew Mexice postal officials generally agqreed with our
findings. Th: Postmaster General, in his August 20, 1975,
letter (see app. IX), stated that our report correctly re-

flected the quality of mail service in New . ‘co during

the year ending January 3, 1975, and tnat a. ry percormance
for mail destined for the Albuguerque distr 'c. an 2= and
3-day areas had improved since January 3. 31.u pointed

out that the Service Improvement Program had ‘anced some

mail errivals 10 to 12 hours, tunereby creairing .e potential
for upgrading a considerable amouat of mail from 3-day service
to 2-day =zorvice.

Sincerely yours,

0 et

Comptroller Generai
of the United States

- 10 -



APPENDIX I : APPENDIX

L

JOHM L. MCCLELLAM, ARK., CRAIRMA
WARRIK Q. MAGNUSON, WASH. MILTON . YOURe, 8. DAX,

~—

Jute €. ATENMIE, MISS. ROMAN L. HRUSKA, NIBA.
JOKN ©. PABRTORE, N9, NORNIS COTTOM, M.H,

ALAN BIBLE, MIV, CLIFFORD P. CABK, N.J,

PORENT C. BYRLY, W. VA, HIRAM L. PONG, RAWAIY wc P

QAL W MCQRE, WYO. TOWARD W BROCKE, MAS I, é a &ﬁ ﬁg & £
MIKS MANSFIZLD, MONT, MARK G, HATFIELIY ORES. £44 42" XECD Crraaie
WILL AM PHOXMIRE, WIR. FTrD NMAVENA, ALAR

JOSEPA M, WONTOYA, N, MEX. CHARLER MCC. ™ 1AL, SK., MD, COMMITTEE ON AFPROPRIATIONS

CARIEL K. INOUN D, RAWALL RICHARD § SCTHWEIKER, PA,

EAHCT P, HOLLINGS, 5.C, HENRY BELLMON, OKLA, WASHINGTON, D.C, 20310

BIACH BAYH, 1M0.
THOMAS P, SAQLETON,
LAVTOM CH'LES, PLA,

“a,

JAMES & CALLIWAY

CHIEF COUNSEL A O BTAFF DIRECTOR Ja.nua.ry l‘), 1975

B-114874

Honoreble Elmer B. Staats

Comptroller General of the United States
General Accounting Office

k41 G street, N. W.

Washington, D. C. 20548

Dear Mr. Comptroller Genersl:

For scme time now I have been deeply concerned about the
growing volume ot consumer complaints regarZing thre quality of
majl service beirg provided by the U, S. Postal Service, and the
epparent ineffectiveness of the Postal hRaete Commission. I am,
therefore, reauesting the assistance of tha General Accounting
Office in these two areas.

I should like the General Accounting Offine to undertaite
an intensive review of the quality of mail service within the
State of New Mexico, comparing delivery performance in New Mexico
with regional and national nerformance end reporting its findings
and conclusior< on problems affecting the service and GAO's recom~
mendations f-r their solution.

With regard to fhe Postal Rave Commission, I reguest that
the GAO study include data on its'cost, functions, contimuity ot
manasgement and an ev.lustion of its perfcrmance.

Should you or your staff require any help on theuse »ratter.,
do not hesitate to contact my office ithich will ba pleasad Lo nuplch
you,

I much look forward to racedviy [ram o seanpn ahinn)ye
reaports resulting from these studlses,

With best wilshes,

Sinpercly,

N I ~ ge_

Jeseph if. Montoya
Chairman, Subcommittec on
Treasury, Poctal Service
-11- and ‘reneral Government
AM/1d
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APPENDIX II

SECTIONAL CENTER FACILITIES
IN
MCd MEXICO

+ FARMIKGTON

. SANTA FE
 GALLUP © " LAS VEGAS
. TUCUMCARI
ALBUQUERQUE
CLOVIS
SCCORRO
. CARRIZOZO
« ROSWELL

TRUTH OR
- » CONSEQUENCES

* LAS CRUCES

AY

\
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APPENDIX IlI = APPENDIX 11!

POST OFFICES VISITED

New Mexico:

First=class offices:

Alamogordo Hobbs

Albuguerque Las Cruces

Artesia Las Vegas

Carlsbad Lovington

Clevis Portales

Deming Roswell

Farmington Santa Fe

Gallup Socorvo

Grants Truth or Consequences
Tucumcari

Second-~class offices:
pernalillo
Carrizozo
Hatch
Los Lunas
Texas:
First-class office:

El Paso

- 13 -



APPENDIX IV APPENDIY IV
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PERCENT CGMPARISON OF ORIGIMATING HAIL
DELIVERED OVEF RIGHT IN THE ALBUQUERQUE DISTRICT,
THE WESTERN REGION AHD THE NATION
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PERCENT COMPARISGN OF MAIL DELIVERED TO
2-DAY STANDARD AREAS FROM THE ALBUQUERQUE DISTRICT,
THE WESTERN REGION ARD THE HATION

APPENDIX V
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PERCEKT CO:#PARISON OF MAIL DELIVERED FROM
2-DAY STAKD/\RD AREAS TO THE ALBUQUERQUE DISTRICT,
THE \"ESTERN REGION AND THE NATION
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APPENDIX VI APPENDIX VI

——

PERCENT CGHPARISON OF HAIL DELIVERED TO
3-DAY STARDARD AREAS FROM THE ALBUQUERQUE DISTRICT,
THE YESTERN REG!ON AND THE HATION
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APPENDIX VII

APPENDIX VLI

TEST LETTER ORIGINS

New Mexico:

Ajbuguergue sectional center

facility:
Alameda
Albuguergue
Belen
Bernalillo
Bluewater
Bosque

- Clines Corners

Corrales
Counselor
Cuba
Grants
Isleta
Los Lunas
Nageezi
Peralta
Rio Rancho
San Ysidro .
Tome
Vequita

Carrizozo sectional center
facility:
aAlamogordo
Carrizozo
Encino
Tularosa
Vaughn

Clovis sectional center
facility:
Broadview
Clovis .
Fort Sumner
Grady
Portales

Farmington sectional center
facility:
Bloomfield
Farmington
Waterflow

Other States:

pallas, Texas
Washington, D.C.
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Gallup sectional cenler
facility:
Gallup
Thoreau
Tohatchi

Las Cruces sectional center
facility:
Anthony
Deming
Las Cruces

Las Vegas sectional center
facility:
Las Vegas

Roswell sectional center
facility:
Artiesia
Caprock
Carlsbad
Hobbs
Lovington
Roswell
Tatum
Whites City

Santa fe seclional center
facility:
Lamy
Santa Fe

Socorro sectional center
facility:
Polvadera
Socorro

Teuth ocr Conseguences
sectional center facilitly:
Halch
Truth or Consequencen

Tucumcari sectione] center
facility:
~uervo
Quay
Santa Kosa
Tucumcar i



APPENDIX VI. I

New Mexico:

Albuguerque
Santa Fe

APPENDIX VIIl

TEST LETTER DESTINATIONS

Other States:
Alexandria, Virginia

Richardson, Texas
Washington, D.C.
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